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1. AboutAtento

AtTe~NTO

Proposal Date05/2022

We areleaders in Latin America, serving the largest companies in their sector such as: Telecommunications, Banking/Financial
Services, Healthcare, Retail, Governmental, and Biitel Services amongst others.

Knowledge is our distinctive trait: we combine degehnology and digital tools with our vast experience in consumer relationships
to provide valuable insights for every step along the-€ndza i 2 Y SN &

and companies.
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We routinely buildudl0,000 hourf customerservice experience on human and digital chanrealsry 10 minutes.
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Next Generation Technologies that offer a conipet edge to the businesses of our more than 400 clients worldwide. We are
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among the 25 best multinational companies to work for globally and have for nine years been among the top 25 in Latin America

according to Great Place to Work®; an internatioraddhmark for workplace analysis and evaluation.

We are Atento, an E2E Customer Experience Company

We combine data technology and digital tools with our vast experience in consumer relationships to provide valuable insights for every step
along the end-customer’s journey, making experiences more valuable for consumers and companies throughout cur mission, vision and values.

— MISSION

To contribute to companies” success by guaranteeing
the best experience for their end-consumers.

— VISION

To become the leader customer service solutions

AtTero
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provider for clients in our market.

k— VALUES

We demonstrate honesty,
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We are Atento

High-end CX services leaders and one of the five biggest providers ®
in the world. @:’

In 2022 to be in 19 countries, speaking 27 languages

*  Leaders in Latam and Spain

* A Right-Shore strategy supports growth in the USA

*  European Multilingual hubs to serve global clients in 20+
languages

gm 150,000 employees worldwide, 80,000 since
Atento@Home.

100 CX Centers and 92,000 workstations all over the world

+400 leading global clients, in Telco, FS, Healtheare, Retall,
3 Travel and Tourlsim, Hightech and Digital Born Companbas

o
e
18 years as a Great Place to Work, we embraces Diversity
@ maotivating individuals to be who they are

]
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The only company In the industry within the World's
25 Best Multinational Workplaces ranking.

Global Accreditations 2021and 2022 ﬁ One of the mast innovative companies and the first in the

. FROST & sector to achieve 150 56002 for innovation,
Gal‘tnﬂrf //E\verest GFOUP SULLIVAN
" -, Atento isa traded company led by HPS Investment
E_f:;:&:‘: t‘,:oc,u,?, I;f‘::fi;,:',:i"sm : 'Ee_,:;;;, %f;‘:em Partners, GICand Farallon. In 2021Atento achieved a
Saryioe BPO PansEEmEnt services CURBOUKING SErvices turnewver of 1.45 Bi % and a profit of 149 million $.
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I Experience in various industries for more than 20 years

1. Atento Puerto Rico

Atento in Puerto Rico Better experiences add a sharper competitive edge to your business. Our operations in Puerto Rico began
in 2005, offering multchannel offshore and nearshore servic®sir center/ Site at:

Caguas:

Urbanizacionindustrial El Troche Carr 189 esq. Ave. Luis Mufioz Marin Caguas PR

We currently work with a considerable number of companies from different sectors primarily théskeéommunications,
healthcare, and retail.



Atento Puerto Rico

l Strategic country for providing Nearshore senvice
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rthe

Oparating » Caguas since 1999

+5,000 Office space at El Troche industrial estate

+1500 Workstations

50% of revenus from US Nearshore clients

70% Bilingual employees, Spansh/English

Main private employer in town: 600 employess

On average, agents have been part of Atento for § years.
Installations adapted to people with disabifities

LED lighting throughout the center and high-efficiency air
conditioning for a lower footprint and sustainable

practices

=*  Gartner /E\veres: Group 5

SULLIVAN

2. Executive Summary

We are excited tde invited by Government of Puerto Rico to participate in the Request for Proposal (RFP) for Department of
Health Medicaid Program.

With the mission of providing success to our customers, Atento has been developing differentiated services and salttiens fo
market, being integrated into each company's value chain, and through this proposal, we hope tagkoesv how and show

how much our services may support your business, we have in mind to consolidate a strategic partnership between Atento and
Government of Puerto Rico.

Here we present our proposal, considering the requirements and information shared by Government of Puerto Rico, based on
our experience and consultative assessment for optimizing business and increasing end user satisfaction.

Technical SolutionOur soluton is based on a cloud supported, omnichannel platform, that has a contingency model for its four
data centers, as well as for the Global Voice Media Server located in Brazil. Our solution is based on a hybrid sdeichriean w
combine onsite and remee stations, which allows us to count with a business continuity plan on any possible contingencies.

EXc Employee Experiencesuided by values such &versity and Social Responsibiljitento will provide to the Government
of Puerto Rico a positive pathway to support their continued professional development and careers.

Performance:high-performance teams will support the operation through digital media and tools. The goal of thess s to
provide the best service and KPIs at a higher level.

Technology a robust and scalable technological platform allowing coherent management of the entire operation, as well as
security policies that ensure the integrity of the environment andrttiggation of fraud.

Modern facilities:providinga more beautiful, digital, and collaborative environment to accommodate the operation, helping the
client to stand out and retain talent.
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Projed Scope

Our solution complies all Government of Puerto Rico requirements for Department of Health Medicaid Program, and mainly
addresses our strengths and differentiations

Atento considers a complete solution, made up of a team of dedicated staff, as well asltgibs that ensure maximum
process efficiency. Combined with our knowledge in the CRM/BPO sector, we have developed a solution that will provide the
infrastructure, technology, and qualified personnel necessary to serve Medicaid Beneficiaries andr®rpviéding quality

and efficiency.

Operational Management Model

9 The management model and performance management model proposed by Atento seek to focus the
team that manages the Medicaid business on the floor and to improve the operaticsusst@ined
manner.

Employee Experience / Operational Support Model

9 The education, knowledge, motivation, and level of attention of the teams dedicated to the service are
key elements of success to achieve the objectives defined within this proposal.

9 Trainirg model based on the systems training and experience of expert assessors. Development of test
environments for training and listening of calls made by expert assessors. (Star Assessor)

IT & Security Model

9 Arobust and scalable technological platform allugvcoherent management of the entire operation, as
well as security policies that ensure the integrity of the environment and the mitigation of fraud.

3.1 Scope of Services
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Atento Puerto Rico will provide the Services of Email, Chat Mesgages, and Incoming and Outgoing calls in accordance
with the requirements specified in RFP 2ERRMPMESContactCentef004. The proposed Customer Service will
adequately address all requests received from Beneficiaries and Providers related to ibesseffered by the Medicaid
Program.

Beneficiaries

Contact center agents handle inquiries from Beneficiaries about the Medicaid program and eligibility, enrollment, and
verification activities. Communications with Beneficiaries are primarily accomplished via telephone, chat, and email
Handling inbound inqgues from Providers and Beneficiaries via phone, email, chat, text, etc.

Providers

Contact center staff support inquiries from Providers about training, the PEP tool, or related enrollment
and maintenance activities. Inquiries are primarily receivedetegphone and email.

9 Providing outbound campaigns to Providers and Beneficiaries, as requested by PRMP
q Responding to voicemails, emails, and chats, etc. received from Providers and Beneficiaries

9 Tracking and reporting volume and performance metrics to PRMP

Working Hours.

Monday to Friday 8am 5pm Providers
Monday to Friday 8am 6pm Beneficiaries
Service Level

Inbound Customer Service Level 80% before 30 Sec
Chat Service Level 80% before 30 Sec
Email 100% must be acknowledged within 2 business days

Emal 100% must be responded to within 5 business days

STAFFING PLAN

Puerto Rico Medicaid Program Contact Center Request for Proposals
2022-PRMPMESContactCentei004

ON SITE ON REMOE- WAHA Agents TOTAL
Scenarios - :
Workstations ‘ FTE Agents Workstations FTE Agents FTE
1 Inquiry by Type 47 58 31 31 89
All Inquiry Contacts
2 (multichannel- Blended 42 51 17 7 68

The recruitment capacity that we can offer to PRMP is:

9 IFthe case is for Remote Agents: 30 Bilingual FTE per. Week
1 IFthe case is for IN SITE Agents: 20 Bilingual FTE per Week
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1 STAFF RATIOS

Administrative STAFF Ratio

Floor Manager Dedicated
Team Leadef Supervisors 1:15
Trainers 1:60
Quality Agents 1:45
WFM Real Time 1:100
WRFM Forecasting 1:100
Reporting 1:120

3.2 Management Model

Atento, as part of its offer, proposes a support structure additional to the operation, in charge of the assurance of its key
processes that facilitate the relationship with each one of the partners defined bydtmipany according to its structure

al yl3SYSyid az2RSt

/b N 2 at d -2RaSH

2F 1 GSyi2

wS3A2y 5ANBOG2ZNI

55t AQBSNE

"
‘ !
@D Local Delivery |
:
1
: D {Lb9{{ {!tthw¢ ! b5 ht9w! ¢cLhb!
1
1

ABusinessManagerwill be responsiblégor the strategicissueshewill be responsiblefor conductingthe operationandthe
activitiesof the Supervisiorteamandthe relationshipwith Medicaid Programl heentire Atento corporatestructurewill be
availableto supportthe operation.

¢2 SyadNB GKS 02YVYdzyAOFGA2y>X dzyRSNREGIFYRAY3IZ (2L LINA2NRGe 2
of operation, Atento proposes the followir@governanceModel.
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4. Employee Experience EX

Peopleare Atento'ssoulandstrength.Thefocuson continuousdevelopment, managemenandcontrolis presentin all operationsand
processesalwaysrespectingthe particularitiesof customersthe type of servicethey perform.

One of Atento'dlifferentials is that People Management is not only done by the Human Resources area, but also by the engagement
of each company leader, who motivates and inspires his teams to achieve the company's goals in the 13 countries wheesit oper
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4.1 Recruitment and Selection
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Advantage®f! S yrécRui@rentprocess:
9 Interview high level of attendance

Innovative pre hiring process

9 Effectiveness of personal interviews
9 Compliance of SLAs
9 High quality selection process
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4.2  Professionals Profile

Peopleare Atento's soul and strength. Thefocuson continuousdevelopmeni managemeniand control is presentin all
operationsandprocessesalwaysrespectingthe particularitiesof customersthe type of servicethey perform.

Theteamwill be madeup of BilingualSpeakergEnglishand Spanish)vho haveat leastthe followingqualifications:

Customer Service Profile

Education High School Finished

Skills Good touch, friendly, use of computer equipment, ease of
speech, good diction

ExperienceCallCenterExperiencé&kequired Minimum 3 months in a
similar position
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4.3 Training

Atento'straining organization consists of professionals who are dedicated to the operations (Operational Training Team)
and to those who work on internal educational solutions, which means solutions aimed at all Atento employees
(Corporate Training Team).

The trining processes offered by Atento are aimed at allowing the correct flow of information, speed, and measurement
in the following stages: Onboardidgitial Training, and Continuous Training.
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Innovation for Training Processes | Health & Pharma | CSC
Customer empowerment processes will be enhanced by the intensification of digital tools and the use of neuroscience,
The content will be guided by CX journeys, turning the experience for the coachee practical and applicable.
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4.4 Continuous Training

This process focuses on theinforcement of knowledge and development of the capacities required for the position. The
Ongoing training process also centers on the attainment of me#issn objective of continuous training, it seeks to keep
advisors prepared to givexcellent care, this will be done through various training techniques which will be focused on
reinforcing information management and quality attention in each of the calls.

Currently, continuous training is carried out in the operation or in the classrabis depending on its duration and the
content to be reinforced, with this we guarantee that the team assigned to the campaign, knows widely the necessary
procedures and models of action. The trainer constantly updates and trains the advisor, recdrdimg iaformation
provided in the monitoring sheets. An evaluation is applied biweekly (Quiz) in order to validate and obtain the areas of
opportunity in relation to the information provided during this period. Feedback is given to each advisor of dseoare
opportunity detected in this process

5. Systems and Technology

5.1 Omnichannel Platform

Atento collaborates with different strategic partners in technology, the proposed platform is a truly omnichannel platform,
the solution works with a concept of distribution of interactions independent of the media used (Voice, Email, Chat, Video
and SocibNetworks).

Our solution allows the Inbound, Outbound and Blended service in an integrated way. All types of interactions, whether
incoming (In) or outgoing (Out) calls, are managed through campaigns. For dialing processes, it can be use Preview, Power,
Progressive or Predictive and you can select the dialing mode for each campaign.

Is a high availability solution that has a contingency model for its four data centers, as well as for the Global Voice Media
Server located in Brazil, allowing the cliemtde configurated, in case of loss of communication with one of the sites, so the
calls are automatically redirected to another. The same procedure appliesfiatiorm maintenance, allowing users to be
notified if they are migrated to the secondary datenter while the primary is being upgraded, so calls are not missed, and
maintenance windows are not required with scheduled outage.

Our solution has connectors with industisading CRMs (Salesforce, Dynamics, RightNow, Zendesk, and ServiceNow), as well
as the ability to integrate with any weltased CRM.
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5.2  Systems

Solution Description

Core I3M, 4GB, 256G&andard Ethernet network card to access the local area network (LAN) and -
operating system.

Workstations
Headsets and voice terminals with answering software or digital telephone.
Telecommunications PRMP will provide all phone numbers
IVR interface is the facility to create the service flow through a graphical interface.
IVR and/or In this interface, it is possible to configure interactions with Webservices, create Callback mechani
Announcement card create surveys after answering cdlEPA), activate SMS triggers, interact with the opening and updat

of Cases and Tickets in the CRM, and forward calls to queues or even to specific operators.

Voice recording ports for 100% of service positions (by phone). Storag@éuiod of 10 years, after
this period calls will be discarded. Recording recovery SLA of 96%, rescue in 72 hours limited to 5
day in case of access problems. Access to the recording recovery tool only within Atento facilities
through a dedicatd data link.

Voice Recording

Screen recording in 10% of the workstations where there is voice recording. All consultations ar

Screen Recordin . L . . ) .
g investigations must be carried out in the same way as voice recording.

Infrastructure for Internet accesfiternet access at all stations allocated for the operation. Protectio
Internet of access to the content applied with content filter (Proxy).
Atento’s corporate Internet access link is contingent and has shared bandwidth between operatio
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6. Infrastructure

6.1 Atento Site Proposed (Center Borinquen)

Atento centersfollow a highoperationalandsafetystandard.Theyarealwayswell located

Geographic Location




























